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Abstract 
This study explores the relationship between emotional dissonance and a series of other certain indicators of counterproductive
work behaviors specific to employees in the customer service field. To this aim the Romanian version of emotional dissonance 
subscale of Frankfurt Emotion Work Scale was used along with other psychological instruments for assessing self-efficacy, self-
monitoring and perceived social support on a sample of 147 employees from an oil & gas company in Romania. Results indicated 
that emotional dissonance, self-efficacy and self-monitoring are significant predictors for employees’ counterproductive 
behaviors at work. It was also identified a moderating effect of self-efficacy variable upon the relationship between emotional
dissonance and counterproductive behaviors. In conclusion, experiencing a high level of emotional dissonance may be associated 
with a number of negative effects both on the psychological state of employees and the organization they work in. 
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1. Introduction 
This study aims to investigate one of the most commonly met emotional phenomena in the organizational 
context, especially in professions that involve direct contacts with customers.  Respective phenomenon, known in 
the field literature as "emotional dissonance", has aroused the interest of many researchers because of its negative 
consequences, both on employees and on entire organization. 
Emotional dissonance was conceptualized as a form of role conflict where employees’ emotions are in opposition 
with role expectations of emotional manifestations desirable in the respective organizational context (Abraham, 
2000). Jansz & Timmers (2002) described emotional dissonance as a feeling of unease that occurs when someone 
evaluates an emotional experience as a threat to his or her identity. Therefore, the subjective experience of 
emotional dissonance has a warning function, notifying the individual whenever there is a mismatch between his or 
her identity and the emotions ought to be revealed. 
The up to date studies have pointed out that constant experience of emotional dissonance during professional 
activity is associated with a deterioration of employees’ psychological well-being and their professional satisfaction, 
which is leading to a series of negative effects such as staff turnover, absenteeism or other counterproductive 
behaviors (Abraham, 1998; Abraham, 1998b; Abraham, 1999; Bakker et al., 2006, Côté & Morgan, 2002; Lewig & 
Dollard, 2003).These negative effects are reflected not only by the employees’ behaviors and performance at work, 
but also have consequences on the activity and the public image of  respective organization. 
Studies upon emotional dissonance have also sought to identify those psycho-organizational variables which 
reduce or facilitate the phenomenon occurrence among employees, in order to find ways and means to improve its 
negative consequences in organizational practice. Among identified moderating variables, we mention social 
support, negative affection, self-monitoring and self-efficacy (Abraham, 1998; Abraham, 1999; Bakker et al., 2006). 
For example, Abraham (1998) observed that in the case of low social support, negative association between 
employees’ emotional dissonance and job satisfaction is stronger than when employees receive an increased social 
support from colleagues at work and superiors. Regarding the moderating role of self-monitoring, Abraham pointed 
out in a study conducted in 1999 that individuals with a high level of monitoring are more affected by the negative 
consequences of emotional dissonance than people with a low level of self-monitoring. Thus, employees who 
possess skills of self-control and modification of emotional expressions have a lower level of job satisfaction and 
organizational engagement than employees who do not have those skills developed. 
Regarding self-efficacy, the study conducted by Heuven et al. (2006) indicated that this variable both moderates 
the relationship between job requirements and the emotional dissonance experienced by employees, as well as the 
relationship between emotional dissonance and employees' engagement towards their work. In other words, 
individuals with a high level of self-efficacy are experiencing in a lesser extent the emotional dissonance when they 
must obey the rules of emotional manifestation as opposed to people who have a low level of self-efficacy in 
relation to these role expectations. Also, employees with a high level of self-efficacy do not show a decreased 
engagement when faced with emotional dissonance, unlike employees with a low level of self-efficacy, who lose 
their vitality and dedication when they cannot express their real feelings.  
All the above mentioned studies were conducted in organizations from Western Europe, Asia and U.S.A. 
However, as there are not relevant studies in Romanian psychological literature upon emotional dissonance in 
organizational context, we consider this study to be an important step in the development of this research direction. 
The aim of our research was focused on testing the predictive role of emotional dissonance in counterproductive 
behavior plan and to identify psychological variables that may moderate the negative effects of emotional 
dissonance, respectively the occurrence of counterproductive behaviors. Our hypotheses were H1: Emotional 
dissonance positively predicts counterproductive behavior. H2: Self-efficacy, self-monitoring and social support 
exert a moderating effect on the relationship between emotional dissonance and counterproductive behavior. 
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2. Method 
2.1. Participants and procedure 
This research included 147 persons employed as operators of oil stations in Romania, belonging to multinational 
companies. Of these, 52% were male persons. Age range was between 20 and 44 years old, with an average of 29.31 
years (SD = 6.86 years). 
2.2. Measures
Counterproductive behaviors were measured using the scale Counterproductive Work Behavior Checklist 
(Spector and Fox, 2001). The scale contains 45 items that concern two dimensions (organizational and 
interpersonal), which were aggregated in a global score. The scale has a fidelity coefficient Ȑ = .82. For emotional 
dissonance measurement the similar name subscale was used, part of Frankfurt Emotion Work Scales (FEWS) 
developed by Zapf, Mertin, Seifert, Vogt, ISIC & Fischbach (2000). It comprises 5 items and has a fidelity 
coefficient Ȑ =. 81. Measuring self-efficacy was achieved with Self-Efficacy Scale (Schwarzer and Jerusalem, 
1993). The scale includes 10 items and has a fidelity coefficient of Ȑ = .86. To assess self-monitoring we applied 
Self-Monitoring Scale (Snyder & Gangestad, 1986). It comprises 18 items and has a fidelity coefficient Ȑ = .83. For 
the measurement of social support we used a Likert-type scale (1 to 5), indicating the frequency with which 
participants receive assistance and support from family, life-partner, other relatives, from friends, colleagues at work 
and superiors. Participation in the study was on a voluntary basis and with the consent of the supervisor. 
2.3. Data analysis 
Counterproductive behaviors were considered as dependent variable and the predictor variable was emotional 
dissonance. Variables self-efficacy, social support, self-monitoring were tested, one by one, as moderators of the 
relationship between emotional dissonance and counterproductive behavior. For data analysis we used univariate 
linear regression and hierarchical regression. The variable predictor and the moderator variables were standardized 
in advance (z scores). After standardization of these variables, interaction between predictor variable and each 
moderating variable was created. Three hierarchical regression models with interaction effects were tested. 
3. Results 
We performed a simple linear regression in order to test if emotional dissonance is a significant predictor for 
counterproductive behaviors. This procedure confirmed a significant positive relationship between emotional 
dissonance and counterproductive behavior F (1, 145) = 8.75, p<.01. However, emotional dissonance exerts a weak 
effect on counterproductive behavior r = .24. Thus, only 6% of the variation of counterproductive behavior (R2 =
.06) may be related to emotional dissonance. Emotional dissonance variable was retained as the first predictor in 
each of these three prediction models. 
The first moderation model introduced self-efficacy as an extra moderator predictor and then, in step 2, an 
interaction variable created between emotional dissonance and self-efficacy. In the table below are shown regression 
coefficients for integrated variables included in each step for testing the moderator effect of self-efficacy upon 
emotional dissonance-counterproductive behavior relationship. As it can be noticed, self-efficacy is a significant 
negative predictor of counterproductive behavior (ȕ = - .30, p <.001). When the level of this variable increases by 
one standard unit, counterproductive behaviors level falls about 1/3 standard units (all other variables being kept 
constant). The effect of interaction between emotional dissonance and self-efficacy further explains 11% of the 
variation of counterproductive behaviors, as reflected in the value of ǻR2.
Table 1. Summary of the 1st Hierarchical Regression Analysis for variables predicting Organizational Counterproductive Behavior 
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B SE B ȕ
Step 1 
Constant 50.26 0.45 
Emotional dissonance 1.87 0.47 .32** 
Self-efficacy -1.77 0.42 -.30** 
Step 1 
Constant 50.74 0.43 
Emotional dissonance 1.80 0.44 .31** 
Self-efficacy -3.05 0.52 -.51** 
Emotional dissonance x Self-efficacy -1.69 0.36 -.40** 
      Note R2=.14 for Step1; ǻR2=.25 for Step 2(p=.001). *p<.01; **p<.001.  
For the second moderation model, self-monitoring was the second predictor (along with emotional dissonance). 
The interaction variable represented by the product of emotional dissonance and self-monitoring ability was 
included in step 2. As it can be noticed, self-monitoring is a significant positive predictor of counterproductive 
behavior (ȕ = .27, p <.001) Thus, when it increases by one standard unit (all other variables being kept constant), 
counterproductive behaviors decrease with .27 standard units. As it can be noticed in Table 2, in this model self-
monitoring does not exert a moderator effect upon the relationship between emotional dissonance and 
counterproductive behavior, as reflected by the insignificant value of ǻR2.
Table 2. Summary of the 2nd Hierarchical Regression Analysis for variables predicting Organizational Counterproductive Behavior
B SE B ȕ
Step 1 
Constant 50.24 0.45 
Emotional dissonance 1.28 0.45 .22* 
Sef-monitoring -1.59 0.45 -.27* 
Step 1 
Constant 50.23 0.45 
Emotional dissonance 1.29 0.46 .22* 
Self-monitoring -1.57 0.48 -.27* 
Emotional dissonance x Self-monitoring -0.11 0.65 -.05 
      Note R2=.13 for Step1; ǻR2=.13 for Step 2(p=.86). *p<.01.  
The last moderation model introduced social support as a secondary predictor, and in step 2, the interaction 
variable between emotional dissonance and social support. In Table 3 it can be noticed that social support is not a 
significant predictor of counterproductive behavior (ȕ = -. 15, p >. 05), as there is no interaction between emotional 
dissonance and social support (ȕ =-. 04, p >. 05). 
Table 3. Summary of the 3rd Hierarchical Regression Analysis for variables predicting Organizational Counterproductive Behavior 
B SE B ȕ
Step 1 
Constant 50.24 0.46 
Emotional dissonance 1.38 0.47 .24* 
Social-support -.85 0.47 -.15 
Step 1 
Constant 50.25 0.47 
Emotional dissonance 1.40 0.47 .24* 
Social-support -0.82 0.47 -.14 
Emotional dissonance x Social-support -0.22 0.48 -.04 
      Note R2=.08 for Step1; ǻR2=.08 for Step 2(p=.64). *p<.01.  
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4. Discussion and conclusions 
Results confirm the first hypothesis and partly the second hypothesis. They certify that emotional dissonance, 
self-efficacy and self-monitoring are significant predictors of counterproductive organizational behavior, even if the 
power of the effect for these relationships is low. It was revealed that increasing a person emotional dissonance 
predicts an increase in the number of counterproductive behaviors to be expected from that person. Increased self-
efficacy and self-monitoring level will predict a decrease in the number of counterproductive behaviors. Social 
support is a variable that fails to predict variations of counterproductive organizational behavior, at least in the 
context of these available data. Of all tested variables, only self-efficacy yields a moderating effect upon the 
relationship between emotional dissonance and counterproductive behavior. Relationships tested and verified by us 
are according to the field literature. A limitation of this study is the convenience sample we used and its small 
volume. Therefore, the extrapolation of data should be interpreted with caution. However, the tested statistical 
relationships allow, at least partially, understanding how counterproductive organizational behavior can be 
influenced. Thus, controlling the emotional dissonance (e.g. using emotional control techniques) could reduce the 
number of counterproductive organizational behaviors, as increasing the levels of self-efficacy and self-monitoring 
could reduce this phenomenon. Designing interventions that simultaneously improve emotional dissonance and self-
efficacy would aid to generate better results in reducing counterproductive organizational behaviors.
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